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SU HAI lONG CUANGUOI DAN pol VGI HOAT DONG
PHU( VU CUA CONG CHUC CAP XA TINH BiNH DINH
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S hdi Iong cua nguoi dan 14 thuéce do phan dnh chét liegng phuc vu ctia Nha nuéc doi voi xa
héi. O'Viét Nam, c4p x4 14 cdp hanh chinh dia phuong gin din nhdt, chdt lrong phuc vu ciia
cong chiic cdp x4 tdc dong truc tiép dén su hdi Iong ctia ngudi dan déi voi quan Iy nha nuéc.
Binh Djnh Ia tinh thudc viing kinh té'trong diém mién Trung, trong nhimg ndm gin ddy, mirc
do hai Iong ctia nguoi din déi véi su phuc vu ctia cong chiic cdp x4 trén dia ban tinh da c6 su
chuyén bién tich cuc; tuy nhién, vdn con m¢t s6 han ché, ton tai lam dnh hudng tiéu cyrc dén
swrhai long ctia nguoi dén va rdt cdn nhimg gidi phdp thiét thuc dé cdi thién.

Tirkhéa: Su hai long ctia cong dan; cong chtic cap xa; hoat dong phuc vu; tinh Binh Dinh.
The people's satisfaction is a measure reflecting the quality of the public service delivery. In
Vietnam, the commune level is the local administrative level closest to the people, therefore,
the service quality of commune-level civil servants directly impacts the people's satisfaction
with state management. Binh Dinh is a province in the key economic region of Central
Vietnam. In recent years, the people have been increasingly satisfied with the public service
delivered by commune-level civil servants in this province. However, some limitations still
exist and requires to be addressed promptly by practical solutions.

Keywords: The people’s satisfaction; commune-level civil servants; service delivery; Binh
Dinh province.
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1. bt van dé

Khi dé cap dén su hai long, Halstead va
cong su (1994) cho rang, do 1a “mot phan
g cam xuc, di vao viéc so sanh két qua ctia
san pham véi mot s6 tiéu chudn dat ra truéc
khi mua, dugc do luong trong va sau khi tiéu
dung”!. Kotler va Keller (2006) quan niém:
“sur hai long la mc do trang thai cam gidc
ciia mot nguoi bat ngudn tlr viéc so sanh
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nhan thitc vé mot san phdm so v6i mong doi
clia nguoi do”?.

Theo do, su hai long ctia nguoi dan sé
dugc tao ra boi nhiing gi ma nha nudéc phuc
vu. Nhu vay, su hai long ctia cong dan doi voi
su phuc vu ctia cong chiic cap xa la thai do

* ThS, Truong Dai hoc Quy Nhon
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ctia cong dan nhan xét, danh gié, tin cay va
ung ho doi voi su phuc vu ctia cong chiic can
ctt vao mtec do dap tng dugc cac nhu cau va
su ky vong ctia nguoi dan.

Theo tiéu chudn SIPAS, ttrndm 2017, cac
tiéu chi danh gid cong chtc phuc vu cong
dan thong qua hoat dong cong vu gom: cong
chtic c6 théi do giao tiép lich sy, chu ¥ lang
nghe y kién ctia nguoi dan; huéng dan ke
khai ho so tan tinh, chu ddo; huéng dan ho
so dé hiéu va tuan thu ding quy dinh trong
gidi quyét cong viec®.

2. Thuc trang sy hai long ctia ngudi dan
d6i voi hoat dong phuc vu ctia cong chiac cdp
x4 tinh Binh Dinh giai doan 2018 - 2022

Hién nay, tinh Binh Dinh c6 159 don vi
hanh chinh cédp xa, gom: 32 phuong, 11 thi
trdn va 116 xa. Dén hét nam 2022, téng so
cong chitc cdp xa cua tinh 1a 1.455 nguoit,

banh gia ve su hai long ctia nguoi dan doi
v6i hoat dong phuc vu ctia cong chtic cép xa
thoi gian qua cho thay:

Thit nhat, vé mic do hai long ctia nguoi
dan doi voi su phuc vu ctia cong chtic.

Chi s6 hai long cua cong dan ndm 2018:
71,81%, x€p thit 61/63 tinh, thanh pho; nam
2019: 81,81%, x€p thit 45; nam 2020: 86,17%,
x€p tha 29; ndm 2021: 87,67%, xép tha 23;
nam 2022: 90,38%, xép thit 21°. C6 thé thdy,
chi s6 hailong ctia nguoi dan, t6 chitc doi voi
su phuc vu hanh chinh ¢ tinh Binh Dinh c6
xu huong cai thién trong so sanh gitta 63
tinh, thanh phé ctia ca nudc. Swhailong ctia
nguoi dan doi véi cong chiic cac cdp dat 82
diém thong qua viéc do luong gan 5.000
nguoi dan, t6 chic®. Dé phan anh mot cach
tric quan ve su hai long ctia cong dan doi voi
hoat dong phuc vu ctia cong chtic cdp xa, s
liéu so cap dugc thu thap thém bang ki thuat
PSM (Propensity Score Matching - chon cap
do6i mau theo diém xac sudt) va tién hanh
dénh gia dinh lugng.

Thit hai, vé mitc do hailong ctia nguoi din
vé hoat dong phuc vu ctia cong chiic cap xa .

Dua trén ly thuyét ctia Yamane Taro’ dé
tinh ¢c& mau diéu tra va dinh lugng theo
thang Likert 5 bac, c6 thé thongké cac thang
do khao sat theo ty 1é phan tram. Nhom tac
gia tién hanh khao sat, phét ra 424 phiéu
diéu tra, thu 420 phiéu hgp lé dé dua ra
thong ké xa hoi hoc biang phan mém SPSS.
Tt d6, so sénh mic danh gia cho tung tiéu
chi riéng 1é va rat ra xu huéng chung cta
truong so liéu, tao kénh tham chiéu phuc vu
muc tiéu nang cao sy hai long ctia cong dan
doi voi hoat dong phuc vu ctia cong chiic cap
xa tinh Binh Dinh hién nay.

Trong tiéu chi “céng chitc am hiéu
chuyén mon nghiép vu, huéng dan cong
dan, to chuic thuc hién ding quy trinh hanh
chinh”, c6 32,6% danh gia hai long, 38,1% rat
hai 1ong, mic do hai long & muc trung binh
1a21,2%; c6 2,5% va 5,6% danh gid rat khong
hai 1ong va khong hai long. Nhu vay, nhiing
y kién khong hai long c6 ty 1é kha thép,
chiém 8,1%, con lai mtc tit trung binh tré'1én
chiém hon 91%, ddc biét mtc do hai long va
hoan toan hai long khé cao dat 70,7%. Két
qua nhu trén la tat yéu, béi vi chuyén mon
ctia cong chiic cap xa ngay cang chuin hoa
do surang bugc vé tiéu chuén trinh do trong
cac van ban phap ly.

Tiéu chi “cong chic gidi thich thu tuc
hanh chinh r6 rang, dé hiéu”, 27,9% danh gia
hai long; 33,3% hoan toan hai long; muc trung
binh chiém 28,1%; c6 3,9 va 6,9% y kién rat
khong hai long va khong hai long. Tong ty 1é
khong hai long chiém 10,8% dat ra yéu cau cai
thién k¥ nang nghiép vu ctia cong chiic.

Tiéu chi “cong chitc c6 kha nang giao tiép
hanh chinh tét”, c6 31% va 35,5% y kién
danh gia hai long va hoan toan hai long;
22,9% danh gia trung binh. O tiéu chi nay,
muc do khong hai long chiém ty 1é tong la
10,7% va van do nguyén nhan tt ky nang
cong chirc. Mtc do thanh thao kj ndng giao
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ti€p la rao can dé nang cao su hai long ctia
cong dan vi su phuc vu ctia cong chirc dugc
trién khai trudc hét thong qua hoat dong
giao ti€p. Ky nang giao ti€p ctia cong chiic
thé hién kha nang ting xtt va truyén dat thong
tin mot cach ro rang, dé hiéu dén cong dan,
ttrdo, nguoi dan moi c6 thai do hailong hodc
chua hai long.

Tiéu chi “cong chiic nang no, nhanh
nhen trong cong viéc”, c6 28,5% déanh gid hai
long, ty 1€ hoan toan hai long chiém 20,8%;
muc do hai long trung binh chiém 35,5%. Ty
1é 14,5% tong mic do khong hai long ctia
cong dan la con s6 ddng bdo dong, dat rayéu
cau chan chinh tac phong lam viéc. O tiéu
chi “cong chtic co6 thai do than thién trong
hoat dong tiép dan”, mtc do hai long va
hoan toan hai long lan lugt 1a 28,8% va
22,9%; diém cham trung binh dat 24,5%; c6
4% va 19,8% y kién rat khong hai long va
khong hai long. Tong ty 1é danh gia khong
hai long chiém 23,8% cho thdy, cong chtic
cdp xa cta tinh Binh Dinh dang gip van dé
cave ky nang lan dao ditc cong vu. Béi vi thai
do doi voi nguoi dan trong hoat dong phuc
vu xudt phat tir chinh nén tang ky nang giao
ti€p va miic do tuan tht chudn muc tng xtt
cong vy, tinh than phuc vu ctia ca nhan cong
chuc do.

Trong tiéu chi “cong chiic cé trach nhiém
voi cong viéc, huong dan tan tinh cho cong
dan”, c6 24% ty l¢ danh gia hai long; 31,7%
hoan toan hai long; 29,1% hai long & miic
trung binh; c6 13,1% rat khong hai long va
khong hai long. Mdc du con s6 nay khong
cao so voi cac mic cham diém khdc nhung
da phan anh ton dong vé dao dtc cong vu vi
néu théi do 1am viéc ctia cong chitc chua tan
tam va nhiét tinh thi sé anh huéng dén long
tin ctia nguoi dan. Ky nang hanh chinh -
cong vu ctia cong chiic cd thé hoan thién dan
khi ho c6 y thttc boi duong nhung néu ban
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than khong nhiét tinh véi cong viéc, khong
muon tan tam voi nguoi dan thi sé kho co su
tu gidc rén luyén cac k§ nang con yéu.

V6i tiéu chi “cong chiic ldng nghe y kién,
nguyeén vong ctia cong dan”, c6 29,7% o muc
do hai long; 26,2% hoan toan hai long; mtc
trung binh chiém 31%; 4,4% va 10,2% lan
lugt 1a y kién rdt khong hai long va khong hai
long. Nhin chung, ty 1€ hai long ctia cong dan
chiém ty l¢ cao, tuy nhién van chua dat mtc
mong doi boi danh gid khong hai long van
con 14,6%.

Khi duoc hoi, 20,7% gop y ctia cong dan
cho rang, cong chtic can “boi dudng ky nang,
nghiép vu”; 9,8% y kién mong muon “thu tuc
hanh chinh nha nuéc dugc don gian héa” dé
cong chuc thuan loi hon khi phuc vu nguoi
dan; 3,1% gop y “tang cuong kiém sodt doi
voi cong chirc”, 29,3% mong mudn cong
chtic “nang cao dao ditc cong vu” va 3,1%
yéu cau cac co quan cha quan “tao moi
truong thudn loi dé thiic dady sw nhiét tinh
trong cong viéc cua céng chic”. Nhu vay,
phan da y kién nguoi dan tap trung gép y
nhdm cai thién, nang cao ky nang, nghiép vu
va dao dtic cong vu ctia cong chiic cap xa.
Diéu nay cho thdy, hién nay c6 2 tiéu chi noi
trén anh hudng lon nhat dén sy hai long ctia
cong dan doi voi sy phuc vu ctia cong chiic
cdp xa trén dia ban tinh Binh Dinh.

Doi voi két qua danh gid chung su hai
long ctia nguoi dan qua khao sét tai cac don
vi hanh chinh dugc chon, 33,3% y kién ddnh
gia cong chtic & muc do trung binh; 28% hai
long va 32,2% hoan toan hai long, van con
4,4% danh gia hoan toan khong hai long, 9%
khong hai long. Nhin chung, két qua trén
phit hgp v6i céc tiéu chi thanh phan da
thong ké, phan anh thuc té€ 1a da phan nguoi
dan chap nhan chat lugng phuc vu ctia cong
chtic cap xa ¢ dia phuong nhung mic do hai
long chua cao, chua tong xing voi ky vong.
Cu thé, “cong chitc am hiéu chuyén moén
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nghiép vu, huéng dan cong dan, to chiic thuc
hién dung quy trinh hanh chinh”1a tiéu chi
duogc danh gid cao nhét, nguoc lai thi tiéu chi
“cong chiic co thdi do than thién trong hoat
dong tiép dan” lai dat mic danh gia thap
nhat. Diéu nay c6 thé bdt nguon tit nhiéu
nguyén nhan khach quan va cha quan tu
phia co quan quan ly, stt dung cong chtc,
ban than cong chiic va tit chinh nguoi dan st
dung dich vu cong.

Tt ndm 2019, Nha nuéc ban hanh hang
loat quy dinh méi lién quan dén tuyén dung,
quan ly, stt dung cong chtic cdp xa, cu thé
nhu Nghi dinh s6 34/2019/ND-CP ngay
24/4/2019 cta Chinh pht quy dinh vé stta
doi, b sung mot s6 quy dinh vé can b, cong
chitcc cdp xa va nguoi hoat dong khong
chuyén trach & cdp xa, ¢ thon, t6 dan pho,
Nghi dinh s6 138/2020/ND-CP ngay
27/11/2020 quy dinh vé tuyén dung, stt dung
va quan ly cong chtic va gan day la Nghi dinh
s6 33/2023/ND-CP ngay 10/6/2023 quy dinh
V€ can b9, cong chtic cdp xa va nguoi hoat
dong khong chuyén trach ¢ cap xa, thon, to
dan pho da dat ra yéu cau chudn héa, do do,
mat bang chung vé trinh do chuyén mon ctia
cong chtic cdp xa déu tang, hoat dong cong
vu giam thiéu sai s6t nén dugc cong dan hai
long hon.

Tuy nhién, van con cong chic duoc
tuyén dung trudc hodc thugc dién bé tri, sdp
x€ép lai do diéu chinh don vi hanh chinh cap
xa®, dén nay chua kip chudn hoa nén vén anh
hudng dén chat lugng phuc vu céng dan.
Bén canh d6, nguyén nhan dan dén sy hai
long ctia nguoi dan doi voi cong chiic cdp xa
chua cao vi trinh do cong chtic tdng chua
hoan toan tuong ting voi ky nang nghiép vy,
dao dtc cong vu va thai do img xtr; chua thuc
su coi nguoi dan la khach hang dé nhiét tinh
phuc vy, con tac phong cham chap khi thuc
thi cong vu. Mot bo phan cong chtic cap xa
thiéu dong luc 1am viéc, chua no luc tw nang

cao nang luc ban than. Diéu nay xuat phat tir
nhan thtc riéng ctia cong chitc nhung khong
thé bo qua su tac dong nhiéu chiéu, don ctx
nhu thyc trang tht tuc hanh chinh con
nhiéu, anh huong dén thoi gian giai quyét
cong viéc va gay cam giac phién ha cho cong
chtic va cong dan; mot s6 don vi cap xa &
vling sau, vung xa con thiéu diéu kién vat
chat, gay can tr¢ qua trinh giai quyét cong
viéc cho nguoi dan; mot bo phan cong dan
kho giao tiép thuan lgi véi cong chirc do rao
can ngon ngt, dac biét ¢ cac xa c6 dong dong
bao thiéu so... Ngoai ra, khong thé phu nhan
bét cap trong kiém sodt ctia co quan chu
quan nhu cham phan hoi kién nghi ctia cong
dan doi voi cac cong chiic thiéu chuan muc,
ché tai ky luat trong ddnh gia cong chirc chua
manh nén kho chan chinh thai dé lam viéc,
tir do, gian ti€p lam giam su hai long cta
cong dan.

3. Mot s6 khuyén nghi nang cao sy hai
long cia nguoi dan d6i véi hoat dong phuc
vu ctia cdng chirc cdp xa

Xudt phat tir nhu cau nang cao su hai
long cua nguoi dan doi voi hoat dong phuc
vu cua cong chiic cap xa trén dia ban tinh
Binh Dinh hién nay, can nhtng giai phap
dong b tur phia cac co quan quan ly nha
nudc cac cap.

Mot Ia, cac cdp c6 thdm quyén can co
dinh huéng chi dao cu thé, nhan manh vai
tro cta viéc nang cao sy hai long ctia nguoi
dan doi voi hoat dong phuc vu cua cong
chtic trén dia ban tinh n6i chung, cong chtic
cdp xa ndi riéng va coi do la thudc do chat
lugng quan ly nha nuéc tai dia phuong. Dén
nay, UBND tinh Binh Dinh tuy da ban hanh
bé an do luong su hai long ctia nguoi dan, t6
chtc déi voi su phuc vu cta co quan hanh
chinh nha nuéc trén dia ban tinh giai doan
2022 - 2025% nhung ndi dung van ¢ muc khai
quat, tiéu chudn danh gid theo khung chung
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cua SIPAS nén chua chi tiét, kho tao co s&
lugng hoa cu thé vé su hai long ctia nguoi
dan dai voi cong chiic ting cap. Su phuc vu
ctia cong chiic von c6 ddc trung theo phan
cdp quan ly nha nuéc va mic do truc tiép
trong giai quyét cong viéc voi cong dan nén
néu chi thong ké binh quan vé co quan nha
nudc va cong chirc toan tinh thi kho chi ra
duoc van dé thuc sw dang tdc dong dén su
hai long ctia nguoi dan déi voi cong chic cap
xa. Do d6, tinh can cha trong dinh huéng xay
dung tiéu chudn dinh lugng chi ti€t déi voi
cong chiic cac cdp, tao co so xac dinh giai
phap then chdt, tranh viéc trién khai cac dé
an ¢ muc chung chung, nghién ctu thuc
trang khong cu thé khién dia phuong kho dat
muc tiéu nang cao su hai long cua cong dan.
Hai Ia, khi da xdc dinh nguyén nhéan
chinh anh huéng tiéu cuc dén mic do hai
long ctia cong dan xuat phat tirky nang cong
vu va y thic trach nhiém, dao dtc cong vu
cta cong chtic cdp xa thi cac co quan co
thdm quyén cua tinh can thiét thuc trong
quan ly, bé tri, stt dung, dao tao, boi dudng,
danh gia va thuc hién chinh séch doi voi
cong chirc cép xa. Theo do, bo tri cong chiic
can “dung nguoi, ding viéc”, tranh hién
tuwong cong chitc khong du stic hoan thanh
cong vu theo vi tri viéc 1am khién cong dan
khong hai long. Viéc dinh ky boi duong ky
nang cong vu can dugc cha trong dé trinh do
chuyén mon ctia cong chitc dugc phat huy
hiéu qua trong thuec tién, tranh ling ting khi
thuc thi nhiém vy. Can nghiém tic trién khai
Quyét dinh s6 1847/QD-TTg ngay
27/12/2018 cta Tht tuéng Chinh phu vé viéc
phé duyét Dé an van hoa cong vu dé chin
chinh van héa céng vy, gido duc nhan thic,
giam thiéu tinh trang thiéu chuidn muc cta
mot bo phan cong chiic cdp xa hién nay.
Bala, syhailong cia nguoi dan ¢ mic do
cao hay thdp cting phu thudc vao né lyc cu
thé ctia cong chtic trong hoat dong phuc vu.

Tap chi Quan ly nha nuéc - S6 337 (2/2024)

Do d6, co quan stt dung cong chtic cling phai
c6 bién phap nang cao sy hai long ctia cong
chtic bang céch tao thuan lgi cho ho lam
viéc, dong vién, khuyén khich tinh than cong
hién ctia cong chiic tirsu b tri, sap xép ding
vi tri viéc lam, cung cdp du diéu kién lam
viéc, tao co hgi cho cong chic dugce boi
duong nang cao, phat trién chiic nghiép.
Ngoai ra, ban than cong chtic cap xa khi
daxac dinh trd thanh “cong boc” ctua dan thi
khong thé thiéu chuyén tam boi duong dao
dtc cong vy, ren luyén, no luc hoan thién
chuyén mon, nghiép vy, ky ndng cong vu dé
mang lai sirhai long cao nhat tir nguoi danJ
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